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INTRODUCTION 


This Unit explains the importance of bill preparation 
and its presentation to guests. An F&B service trainee 
must know the procedures to be followed when a guest 
asks for the bill. When a guest leaves a table and a 
farewell has been given, it is a steward’s duty to clean 
the dishes and the table. The points to be followed while 
clearing the table have also been discussed here. 

In this Unit, students will learn about the importance 
of hierarchy in organisational structure, duties and 
responsibilities of the F&B service department, and 
its coordination with the other departments of a hotel, 
exchange of job knowledge and importance of customer 
satisfaction. 


SESSION 1: IMPORTANCE OF BILL PREPARATION 
AND ITS PRESENTATION TO CUSTOMERS 


Making Food and Beverage bill 


It refers to a printed or written statement of the 
amount that a guest needs to pay for the food and 
beverages consumed and services availed ata restaurant. 
The following are the steps that need to be followed 
for billing. 


e When a guest asks for the bill, politely ask,“Would 
you like to have anything more or get something 
packed, sir or madam?” If the guest answers in 
negative, acknowledge by saying: “Sure, sir or 
madam.” 

e Ask for the mode of payment — Is it either through 
credit or debit card, cash, pay wallets or UPI. 

e The waiter must update the cashier so that the 
latter can calculate the total bill, including the 
service and other charges like GST. 

e The bill is, usually, prepared at the payment 
counter or by the cashier. If not, the waiter must 
go to the micros software and get the bill printed. 

e The cashier must prepare the bill according to the 
table number as informed by the waiter. 

e The waiter needs to collect the bill and check if all 
details mentioned on it are correct. 


Presentation of bill to the guest 


The bill is presented to the guest, generally, on request 
after the person finishes dining and does not want to 
order any more items. If the waiter observes that the 
guest has finished dining, one may go the table and 
politely ask if the person would like to have something 
more or get something packed. If the guest answers 
in negative, then the waiter must politely ask, “If the 
final billing could be processed?” The points that must 
be followed while presenting the bill to the guest are 
as follows. 

e The waiter must ensure that all details on the 
bill are correct and present it to the guest in the 
cheque folder only. 

e The waiter must stand on the right of the guest 
while presenting the bill. 

e The person must wait for the guest to examine 
the bill. 


Collection of cash or card 


Settlement by cash 


e Cash settlements may vary as per restaurant or 
hotel policy. 


AFTER-DINING ACTIVITIES 


NOTES 





NOTES e Ifthe guest pays in cash, deposit the amount at 
the payment counter. 

e Request the guest to exchange foreign currency 
with the front desk cashier (depending on the 
hotel and local government policy). 

e Hand over the change to the guest after billing in 
the cheque folder. 

e Do not ask for a tip. 

e If the guest leaves while you are settling the bill, 
leaving the change in the cheque folder, then the 
change is your tip. 


Settlement by credit or debit card 


e Swipe the credit or debit card on the Electronic 
Data Exchange (EDC) machine. 

e Enter the amount to be paid by the guest on the 
EDC machine and verify it with the bill. 

e Request the guest to enter the PIN to carry out 
the transaction. Confirm the settlement. 

e Take a printout of the bill and get the guest’s 
signature on the merchant and cheque copy. 

e Return the credit or debit card to the guest along 
with the guest’s copy of the bill slip. 

e If the guest wants to add tip on the credit or 
debit card slip, then adjust the same on the EDC 
machine and take a fresh printout. 

e If the credit or debit card is declined or the 
session has expired, request the guest to make 
the payment using another card or in cash or 
through pay wallets. If necessary, signal the guest 
to come to a side and make the request in low 
voice so that the person is not embarrassed. 


Presenting and collecting guest’s feedback 


The guest’s feedback or comments are important for a 
hotel or restaurant. It is, usually, taken on a comment 
card in order to know about the guest's overall dining 
experience, and if the person is satisfied with the food 
and services offered at the hotel or restaurant. Before 
presenting the final bill, present the comment card 
and a pen to the guest in a folder and request the person 
to fill it. 
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Bidding farewell to the guest NoTES 


e Farewell is as crucial as welcoming the guest. 

e Thank the guest when you return the change and 
hand over the bill’s receipt. 

e Invite the guest to visit the restaurant or hotel 
again and say, “We look forward to welcoming 
you again to the restaurant, sir or madam” or “We 
hope that you shall visit us soon, sir or madam.” 

e Ifthe guest leaves the restaurant without settling 
the bill, immediately inform the security and 
outlet mangers. 


Activity 


Visit a hotel or restaurant in your city and collect information as 
regards to the making, presentation and settlement of food and 
beverage service bill, collecting guest’s feedback and bidding 
farewell to the guest. 


Material required: pen, pencil, notepad, etc. 


Procedure 


e Visit a hotel or restaurant in your city. 
e Discuss the following with the counter sales executive 
or manager. 
» Making a bill 
» Presenting the bill to guest 
= Inquiring about the mode of payment — cash, card or 
any other means like pay wallets 
» Collecting guest’s feedback 
= Bidding farewell to the guest 
e Prepare a report after the visit and present it before 
the class. 


Check Your Progress 


A. Match the Columns 


(i) EDC machine (a) A card on which customers 
write their feedback about a 
product or service availed at 
a restaurant 


(ii) Comment card (b) Electronic Data Capture 
machine 


AFTER-DINING ACTIVITIES 





NOTES 


(iii) Bill (c) Stands on the right of the 
guest while presenting 
the bill 

(iv) Waiter (d) A printed or written 


statement of the money 
owed for goods or services 
availed 


B. Subjective Questions 


Explain what do you understand by ‘bill’. 

Write the process of making a bill. 

Explain the procedure of presenting a bill to a guest. 
Why is it important to present a comment card to a guest 
after dining? 

List the points that must be followed while bidding 
farewell to a guest. 


ae 


vd 


SESSION 2: CLEANING SOILED 
DISHES AND TABLE 


Collecting soiled dishes and 
cleaning the table 


A messy table leaves a bad impression on guests. 
Therefore, it is important for a server or steward to clear 
the table once a guest(s) is finished with the food. 


Procedure 


e Wait to clear the table till more than one guest has 
finished with the meal, so that the other guests, 
who are still having their food, do not feel rushed 
or disturbed. 

e After all guests have finished with their meal, all 
plates, cutlery and other dishes must be removed. 
The process must be started from the right-hand 
side of the guests. 

e For removing CCG and other dishes from the 
table, service rules as followed for serving the 
items will apply. 

e If an item is served from the right of the guest, 
it must be removed in a similar way. However, 
if the dishes, serving bowls and other CCG 
pieces are not easily accessible from the guest’s 
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right-hand side, one may collect the articles from 
the other side. 

e After the main course but before dessert is served 
to the guests, it must be ensured that all plates, 
cutlery, condiments and leftovers are removed 
from the table. 

e When a glass or bottle is empty (and there is no 
request from the guest for a refill), it must be 
removed immediately. 

e All dishes, glasses and accessories brought to the 
kitchen must be sorted by the waiters. 

e The glasses must be put in appropriate racks and 
cutlery in a soaking pan. Dispose of the leftovers 
and stack the plates for washing. 

e The waiter needs to position oneself, taking up 
sideway stance at the table. 


Crumbing 


The process of crumbing takes place after the guests on 
a table are done with the main course, and the dishes 
and glasses are cleared. It is done after the guests place 
the dessert order and before the dessert is served. The 
purpose is to remove crumbs spilt on the tablecloth 
while dining and give a fresh look to the table. The 
waiter wipes or sweeps away the crumbs on the 
tablecloth into a service plate with the help of either a 
folded service cloth or a small brush designed for the 
purpose. Metal crumbers or brush can also be used. 
The equipment used in crumbing down are as follows. 

e Service plate (a joint plate with a napkin on it) 

e Waiter’s or service cloth 

e A small pan and brush or metal crumber 

In table d’ hote, the cover is laid beforehand and 
the dessert cover is placed in the centre of the meal 
cover on the top. After the guest finishes with the meal, 
crumbing is performed. Then, cutlery required for 
dessert is placed on both the sides. But if an a la carte 
cover is been laid, then after the guest finishes with the 
main course, there must be no tableware on the table 
prior to crumbing. The following points must be taken 
care of while carrying out crumbing. 


AFTER-DINING ACTIVITIES 


NOTES 





NOTES e Crumbing starts from the left-hand side of the 
first guest. 

e A service plate is placed just beneath the edge 
of the table. Crumbs are brushed towards the 
plate using a folded napkin, a crumber brush or 
metal crumber. 

e This having been completed, the dessert fork is 
moved from the head of the place setting to the 
left-hand side of the cover. 

e The waiter now moves to the right-hand side of 
the guest and completes the crumbing process. 
The dessert spoon is then moved from the 
head of the place setting to the right-hand side of 
the cover. 

e While the dessert spoon and fork are being shifted 
to their positions, the service cloth is held under 
the service plate. 

e After completing crumbing for one place setting, 
the waiter positions oneself to start the process 
for the next setting, i.e., to the left of the next 
customer. 


Cleaning the work area after dining 


e Wipe tabletops and re-cloth it as appropriate. 

e Reset the tables and workstations, if required. 

e Switch off and clean workstation hotplates. 

e Return special equipment to the respective 
work areas. 

e Keep extra crockery and cutlery in cupboards. 

e Switch off all electrical appliances and unplug 
them from the socket. 

e Return the food or drink check pads and menus 
to the hostess or supervisor. 

e Sweep and mop the floor. 

e Ensure that the area allotted by the supervisor 
has been cleared and cleaned. 


Activity 1 





Visit a restaurant in your area and note down the process 
being followed while cleaning the table and replenishing table 
accessories. 
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Material required: pen, pencil, notebook, etc. NOTES 


Procedure 


Visit a restaurant in your area. 

Talk to the F&B service manager or waiter and discuss the 
procedure followed for cleaning the table and replenishing 
table accessories. 

Also, observe waiters doing these jobs. 

Write down the procedures being followed by the service 
staff in your notebook. 

Prepare a brief report and discuss it in class. 


Check Your Progress 


A. 


B. 


Match the Columns 


(i) Crumbing (a) Menu where multi-course 
meals with only few choices 
charged at a fixed price 


(ii) Table d’ hote (b) The process of removing 
crumbs spilt on the 
tablecloth. 

(iii) Table accessories (c) Cutlery, crockery and 
glassware 

(iv) Main course (d) Bud vases 

(v) CCG (e) Main food 


Subjective Questions 


1. What do you understand by crumbing? 

2. Write down the procedure for collecting soiled dishes 
from the table. 

3. Explain the procedure of cleaning the table. 


SESSION 3: IMPORTANCE OF HIERARCHY 
AND EXCHANGE OF JOBS 


An 


organisation chart in case of the F&B service 


department refers to the structure of the department in 
a hotel, and the ranks of all employees working there. As 
already mentioned in Unit 3, the possible designations 
and hierarchy of employees in a large and small hotel 
may vary from organisation to organisation. 


Organisation structure of F&B service 
department in a large hotel 


In a large hotel, the F&B service department is headed 


by an F&B Director, who is assisted by respective outlet 


AFTER-DINING ACTIVITIES 





managers or assistant F&B managers (Fig. 5.1). The 
organisation chart of the department not only provides 
a systematic direction of orders but also protects 
employees from being over directed. 


Food and Beverage Director 


Assistant Food and Food and Beverage 
Beverage Director secretary 


Coffee Shop Food and Beverage Banquet 
Manager secretary Manager 


Speciality Restaurant 


Room Service 
Manager 
Room Service 
Manager 


Managers 








Assistant Bar or Beverage Assistant Assistant Speciality 
Coffee Shop Manager Banquet Restaurant 


Manager 


Manager Managers 


Banquet 
Supervisor Supervisor 
Supervisor 
Captain or Captain or 


Assistant Bar or 
Supervisor 
Beverage Manager 
Capo Supervisor 
Hostess P 
Captain or Hostess 


Fig. 5.1: Organisation structure of F&B service department in a large hotel 
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Organisation structure of F&B service 
department in a small hotel 


A small hotel has a slightly different and smaller 
organisation structure as compared to a large hotel 


(Fig. 5.2) 
Food and Beverage 
Manager 
Room Service Bar or Beverage Restaurant 
Banquet Manager 
Captain Supervisor Managers 
Banquet Captain 


Restaurant 


Order Taker dpn 


Bar Tender 


Restaurant Waiters 
or Servers 


Room Service 
Waiters 


Banquet Waiters 
or Servers 


Trainees 


Fig. 5.2: Organisation structure of the F&B service department in a small hotel 


Bar Waiters 


Trainees Trainees 





Organisation structure of a restaurant 


A restaurant performs different functions as compared 
to a hotel. Its organisation structure is depicted in 


Fig. 5:3; 
Restaurant Manager 


Head Wine Waiter Head Waiter 
Station Head Waiter Buffet Chef 
Apprentice Assistant Station Additional Chef 
Head Waiter 


Assistant Waiter 
Apprentice 


Fig. 5.3: Organisation structure of a restaurant 
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Designations in a restaurant in French, 
American and English terminology 


Directeur du restaurant Restaurant Manager Restaurant Manager 
Maitre d’hotel Head Waiter Senior Captain 
Maitre d’hotel de carre Station Head Waiter Captain 

Chef de rang Station Waiter Steward 

Demu-chef de rang Junior Station Waiter Assistant Steward 
Commis de rang Waiter Bus Boy 

Commis debarrasseur Apprentice Trainee 


Responsibilities of F&B staff 


F&B manager 


e Monitors the overall operation being performed 
in the F&B service department 

e Ensures the setting and implementation of 
F&B policies 

e Ensures that the set profit margins are met 

e Updates and completes wine lists 

e Compiles the menu in liaison with the kitchen 

e Purchases all food material, i.e. raw, cooked and 
processed 

e Ensures that quality and quantity in relation to 
the price paid by the guest is maintained 

e Ensures staff training in maintaining highest 
professional standards 

e Employs and dismisses staff 

e Holds regular meetings with section heads 

e Responsible for marketing and sales promotion 


Restaurant manager 


e Manages employees 

e Regulates business operations 

e Resolves customer issues 

e Creates work schedules 

e Monitors and evaluates employees; 
performances, and motivates the concerned staff 

e Monitors inventory (ordering and delivery) 

e Meets health and safety regulations 
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Head waiter (maitre d’ hotel) NoTES 


e Has the overall charge of staff in dining room 

e Responsible for ensuring that all duties necessary 
for mise-en-place of service are carried out 
efficiently 

e May take some orders, if station waiter is busy 

e Attends to guests and directs them to their tables 

e Assists in compiling duty rosters and holiday lists 

e Acts as a reliever to the restaurant manager on 
day-off 


Station head waiter (maitre d’ hotel de carre) 


e Carries out the same work as head waiter 

e Normally, has less experience than head waiter 

e Takes guest orders 

e Coordinates with the head waiter to ensure 
efficient and speedy service 


Station waiter (chef de rang) 


e Works under the station head waiter 

e Takes guest orders as directed by the station 
head waiter 

e Coordinates with the station head waiter to 
ensure efficient and speedy service 


Assistant waiter (commis de rang) 


e Acts on the instructions of Chef de Rang 

e Picks up and carries food and service items 
like crockery, cutlery, serving bowls, serving 
spoons, etc. 

e Checks ifthe food has been prepared in 
the kitchen 

e Clears the table after each course 

e Does cleaning and preparatory tasks during 
mise-en-place 


Apprentice (débarrasseur) 


e Keeps the side board ready with all necessary 
equipment 
e Carries out cleaning during mise-en-place 


AFTER-DINING ACTIVITIES 





NOTES 





Carver (trancheur) 


e Responsible for carving trolley and carving of 
joints at the required table 

e Usually, associated with gueridon service, the 
carver plates up each portion with appropriate 
accompaniment 


Wine waiter (sommelier) 


e Serves alcoholic beverages during the service 
of meals 

e Possesses selling skills 

e Has knowledge of all drinks served in a restaurant 

e Has knowledge of the best wine to go with certain 
food items 

e Is aware of the licensing laws with respect to a 
particular establishment and area 


Lounge staff (chef de salle) 


e Deals with lounge service as a specific duty in a 
first-class establishment only 
e Looks after the morning and afternoon tea or 
coffee, and other drinks in other areas of a hotel 
outside the restaurant 
Floor waiter (chef d’étage) 


e Responsible for complete floor 
e Responsible for serving light meals and drinks 


Buffet chef (chef de buffet) 


e In-charge of buffet in a room, its presentation 
and service 


Cashier 


e Responsible for all earnings of F&B service 
operations 

e Prepares bills by using electronic posting system 
(ePOS) 


Bus boy (commis or runner) 


e Assists waiters in the operation of the station 
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Takes order dockets to the kitchen 
Resets tables and assists in the restocking of 
side boards 


Bar manager 


Head of the restaurant’s bar area 

Responsible for making the budget for the outlet, 
preparation of inventory, indenting and storing, 
imparting drink making training to the staff and 
taking care of the welfare of the staff on duty 


Barman (bartender) 


Makes, dispenses and serves different kind 

of drinks to the guests 

Collects money for the drinks served 

Checks the guests’ ID cards for age verification 
before serving alcohol 

Cleans glasses, utensils and bar equipment 
Balances cash receipts 

Tries to limit problems and liability related to 
excessive drinking by some guests by taking 
steps like persuading them to stop drinking or 
arranging for transportation for the safe return of 
intoxicated guests to their homes 

Stocks the bar with beer, wine, liquor and 
related supplies, such as ice, glassware, napkins 
or straws 

Serves wine and bottled or draft beer 

Cleans the bar, work areas and tables 

Mixes ingredients, such as liquor, soda, water, 
sugar and bitters, to prepare cocktails and o 
ther drinks 

Plans, organises and controls the operations ofa 
cocktail lounge or bar 

Orders or requisitions liquor and supplies 
Supervises the work of bar staff and other 
bartenders 

Slices and pits fruits for garnishing drinks 

Plans the bar menu 

Prepares appetisers, such as pickles, cheese and 
cold meats 


AFTER-DINING ACTIVITIES 


NOTES 





NOTES 





e Asks customers who become loud and unruly to 
leave or physically removes them 
e Creates drink recipes 


Exchange of job knowledge 


The F&B service staff members, while working in a 
restaurant, frequently need to interact with customers 
and the kitchen department. The customers or guests 
expect exceptional service every time, which is not 
possible without communication. 

For example, a situation like serving of the wrong 
order may arise in a restaurant, which, generally, occurs 
because of communication gap. Such a situation can be 
avoided if there is effective and clear communication 
between the server and kitchen staff. 

Besides, clear communication between the staff and 
management leads to better working atmosphere. If some 
information is not communicated to the staff, they may 
become frustrated. For example, if a restaurant keeps 
running out of items on the menu list and the servers 
are not informed about it, then it can become frustrating 
for them when they attend to the guests. Therefore, it 
is important for everyone in the hotel or restaurant to 
practise clear and effective communication. 


Forms of internal communication 


Internal communication* plays a crucial role in the 
management process and achieving the goals of 
managerial actions. An efficient communication system 
is needed for employees to interact and collaborate with 
each other, define the organisational climate and chain 
of command, and thereby, increase productivity. The 
communication web may be formed through certain 
individuals or as an open channel. Formal internal 
communication may take place in four different forms, 
which have been elaborated in the Session. 


Forms of Internal Communicaiton 


Fig 5.4: Forms of internal communication 
*Note: Details given in Unit 6 


FOOD AND BEVERAGE SERVICE TRAINEE — CLASS IX 


Communication and coordination 
among employees 


Communication and coordination between kitchen and 
counter sales executive is important because of the 
following factors. 

e Inacustomer sales organisation, a customer sales 
executive needs to coordinate with the kitchen 
staff to customise the order as per a customer’s 
requirements. The person communicates with the 
kitchen department for the preparation of various 
food and beverage items as per the order. 

e Itis important to prepare a dish as per the guest’s 
order like more or less spicy, food for children or 
the elderly, etc. The kitchen and customer sales 
executive must be aware of the day’s specialty in 
the restaurant or any addition to the menu. In 
case of big orders, it is the duty of the customer 
sales executive to inform the kitchen department 
about the time of delivery. 


Learning about customer satisfaction 


Most restaurants are unable to achieve customer 
satisfaction. To achieve customer satisfaction, a 
restaurant must have a cordial atmosphere, serve 
delicious food items and provide quality service. Most 
restaurants or food establishments believe that the 
customer is always right. 


Friendly environment 


Other than the quality of food and ambience, the 
treatment a customer receives at a restaurant may 
be one of the reasons for revisiting the place. Taking 
care of the guests and giving special treatment to them 
leaves a positive impression, especially, on those who 
visit for the first time. If they find the staff hospitable 
and welcoming, they feel comfortable in the restaurant. 

An F&B service trainee must always be polite while 
serving the guests. The person must often smile while 
speaking to them and taking down the order. Greeting 
the guests in a friendly way makes them feel welcomed 
and comfortable. The feedback and suggestions of 
the customers must never be taken negatively but 


AFTER-DINING ACTIVITIES 


NOTES 





NOTES 





constructively, and be used to improve services at the 
restaurant. Creating a memorable experience for the 
customers is the primary duty of every employee — from 
general manager down to the service crew. 


Food quality 


The food and beverages served, and the services offered 
at the restaurant are the main indicators of its standard. 
Apart from ensuring that the food prepared is delicious, 
a restaurant must ensure that it is healthy too and is 
cooked in a hygienic environment. The food must be 
prepared and stored safely. All food products must be 
labelled so that expired items are not used in preparing 
a dish and are, hence, not served to the guests. 


Price 


The price of food items in a restaurant determines its 
profitability. Restaurant food is more expensive as 
compared to the raw food items bought from the market 
as one is not only paying for the food but also for 
someone’s efforts in preparing the meal, serving it and 
cleaning the area. Everything that goes into the plate 
is charged. A restaurant has to take care of various 
internal expenses like the salary of its employees, rental 
(if any), electricity and water bills, etc. 


Quality service 


This includes everything — from ambience to the 
food being served, and serving the correct order to the 
speed of service. Quality service helps win customer 
satisfaction. If the customers are satisfied, the 
restaurant’s goal to receive the same footfall is achieved. 

In case a restaurant fails to satisfy or upsets a 
customer, the manager or crew must not shout at the 
customer but handle the situation calmly and politely. 
One must not speak rudely or use harsh words as that 
may trigger the customer’s anger. Be accommodating, 
empathetic and understanding whatever the situation 
is. This will make the customer feel valued. The person 
may also become a regular customer if high level of 
service is shown. A regular customer is the primary 
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target of a restaurant. Therefore, the determinant for a NOTES 
successful food establishment is customer satisfaction. 


Activity 1 





Visit a restaurant in your area and prepare a report on the 
responsibilities of the F&B service department. 


Material required: pen, pencil, notepad, etc. 


Procedure 


e Visit a restaurant in your area. 

e Talk to the manager and collect details about the 
responsibilities of the F&B service department. 

e Observe the functions being performed by the F&B service 
department staff and note them down in your notebook. 

e Present it in class. 


Activity 2 


Visit a hotel in your city and prepare its organisation chart, 
showing the following different positions. 

e Managerial staff 

e Supervisory staff 

e Operational staff 


Material required: chart paper, notebook, pen, pencil, sketch 
pens, eraser, ruler, etc. 


Procedure 
e Visit a hotel in your city. 
e Talk to the manager and inquire about the hotel’s 
organisation structure of F&B service staff. 
e Note it down in your notebook. 
e Prepare a chart, outlining the responsibilities of the 
following levels of management. 
» Managerial staff 
» supervisory staff 
= Operational staff 
e Present it before the class. 


Check Your Progress 


A. Match the Columns 


(i) Organisation (a) Quality service 
chart 

(ii) Customer (b) Hierarchy 
satisfaction 


AFTER-DINING ACTIVITIES 





NOTES 


(iii) Bar manager (c) Communication between 
same level staff 
(iv) Horizontal (d) Overall charge of the staff 
communication in the dining rooms 
(v) Head waiter (e) Head ofa restaurant’s 
bar area 


B. Subjective Questions 


1. Explain ‘organisation chart’. 
2. Write the importance of exchange of job knowledge. 


3. Explain the importance of communication and 
coordination between kitchen and F&B department. 


4. Write anote on different type of positions in a restaurant. 
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